Text book Assi gnnent:

ASSI G\VENT 1

4-13.

Navy Custoner Service Manual

chapters 1 through 4, pages 1-1 through

1-1.

1-2.

1-3.

1-4.

1-5.

Naval personnel have the sane
customer service needs as civilian
per sonnel

1. True
2. Fal se

Navy nenbers have the privil ege of
choosing which, if any, of the
following details concerning their
duty assignnents?

1. Location

2.  Cccupation

3. Training

4. None of the above

What is the Navy's npst val uable
asset ?

1. Fleets of ships

2.  Shipyards/land stations

3. Fiscal appropriations

4. Capabl e people

For the Navy to fulfil its mssion,

menbers nmust often sacrifice their
freedom of

1. speech

2. choice

3. religion
4. expression

| nprovenent of overall customner
service depends on inmprovenent in
which of the following specific
areas of custoner service?

Ti mel i ness

Hurmman rel ations
Wor k organi zati on
Knowl edge of rating

Howbh e

1-6.

1-7.

1-8.

1-9.

1-10.

VWhich of the following terns refers
to a person who has a need for
services?

1. A patient

2. A custoner

3. Aclient

4, Each of the above

Wi ch of the follow ng physica
locations is NOT an exanple of a
“contact point”?

The |l egal services office

The ship's store

The radar room

The general storekeeping office

N N

At which of the follow ng contact
points would the custoner be
appropriately called the “client”?

1. Substance abuse office
2. Disbursing office

3. Sickbay

4, Personnel office

Menbers of which of the follow ng
ratings would be assigned to a
contact point that provides

i ndirect services?

1. HM
2. BM
3. YN
4. PC

Which of the following terms
indicates the ability to use one’'s
training effectively?

Ski |
Courtesy
Attitude
Cooperati on

oL



1-11.

1-12.

1-13.

1-14.

1-15.

The structure of the Navy tends to
foster which of the follow ng
attitudes in its nmenbers?

Per sona
| nper sona
Positive
Negati ve

~ wnr e

Attitude can be described as the
tendency to nove away from or
toward a situation.

1. True
2. Fal se

An aircraft nechanic spots a |oose
wire during a preventive

mai nt enance check on a jet engine
but does nothing about it. Wich
of the following attitudes could
pronpt such an act of neglect?

Positive
Negati ve
Cooperative
| nper sona

il

Doi ng your best in any job requires
that you have which of the
followi ng personal characteristics?

Pride in yourself
Pride in your ability
Pride in your job
Each of the above

B~ w e

Peopl e are people, and you can't
change human nature.

1. True
2. Fal se

1-16.

1-17.

1-18.

1-19.

1- 20.

When the consequences of a
situation are pleasant or
desirable, a person would have
which of the followi ng attitudes
toward that situation?

Positive
Negati ve
Cooperative
Uncooperative

e e

Bef ore you can have a proper
attitude toward others, you nust
first develop a proper appreciation
of which of the follow ng people?

The supervi sor
The custoner
Your coworkers
Your sel f

B~ w o

If menbers only do what they are
told to do when they are told to do
it, they are reflecting which of
the following traits?

Lack of training
Lack of skil

Lack of pride

Lack of cooperation

Common courtesy is best described
as a voluntary expression of
respect for

protoco

another’'s rights or feelings
one’s own rights or feelings
tradition

B w e

Wrking with other team nenbers to
i mprove individual performance and
the overall efficiency of the
organi zation reflects which of the
following types of attitudes?

Cooperative

Ent husi astic
Court eous

I ndi fferent

B W e



1-21.

1-22.

1-23.

1- 24.

1-25.

The things we choose to do or not 1- 26.

to do results from which of the
following personal characteristics?

Habits
Appear ance
Self-contro
Attitude

e

The custoners’
contact point
based primarily on which of the
foll owi ng observations?

opi nion of you as a

Your total workload

Your appearance

Your response to their needs
Your friendliness

Bwn e

A custoner conmes to you with a
probl em and asks,
me?” You reply, “Yes, | can.” In
addition, your response should
reflect an attitude that inplies
whi ch of the follow ng statenents?

1. And | will

2. As soon as time pernits

3. As soon as the information is
recei ved

4, But it will not be easy

You should concentrate on 1-29

devel opi ng which of the follow ng
traits and abilities?

1. A stern attitude with customers
2. A genuine interest in
custoners’ probl ens
3. A sense of hunor
4, A superior attitude

1- 30.

Custoners receiving services at
your contact point usually observe
enough of your work to make a
conpletely fair evaluation of you,
the contact representative

1.  True
2. Fal se

representative is 1-27

“Can you help 1-28.

If you have a custonmer who wants to
di scuss a personal problem you
should treat that person as an

i ndi vidual with what kind of need?

1 Rout i ne
2 Speci al
3. Uninportant
4 Nonessenti a

A custoner’s first inpression of a
contact point representative is
usual ly based on which of the

following characteristics?
1. Mannerisns

2. Speech

3. Appearance

4. Al of the above

A customer’s first inpression of
the contact representative will

normal |y be generalized to what

specific group?

1. The entire office

2. The personnel in charge of the
contact point

3. The rating of the contact
representative

4, The ship’s conpany

The practice of “speaking down” to
a custoner inplies you consider
that person to be of what status?

St upi d

Slow to understand
Less than your equal
Less educated than you

Pwop e

The use of which of the follow ng
terms reflects prejudice?

Chi ef
Deck ape
Seanan
Sai | or

o=



1-31.

1-32.

1-33.

1- 34.

Pl acing individuals into groups
that you regard as inferior defines
what ternf

1. Junping to conclusions
2.  Stereotyping

3. Prejudice

4.  Racism

When you nust serve a customer who
is enotionally upset, you should
act in which of the follow ng
manner s?

1. Detached and stern

2. Calm and confident

3. Enthusiastic and easygoing
4.  Conposed and skepti cal

Ensuring a Navy dependent receives
the services to which he or she is
entitled is the responsibility of
whi ch of the follow ng peopl e?

1.  The dependent’s contact point
representative

2. The dependent’s sponsor

3. The sponsor’s leading petty
of ficer

4. The custoner

You should react to an unpl easant
custormer in which of the follow ng
ways?

1. Repay rudeness w th rudeness
2. Keep the contact as inpersonal
as possible

3. lgnore both the manner and
attitude and concentrate on the
probl em

4. Both 2 and 3 above

1- 35.

1-36.

1-37.

1-38.

M st akes nade by Navy contact point
representatives in their handling
of customer needs grow out of
negative attitudes toward which of
the follow ng individuals?

The custoner

The supervi sor
Their coworkers
Each of the above

~own e

When you junp to a conclusion, you
are actually nmaking a decision
based on which of the follow ng
factors?

1. Inconplete information
2. M sunder st andi ng

3.  Apathy

4. Rudeness

When a contact point representative
reacts adversely to a customer, the
representative is nost likely
reacting to which of the follow ng
characteristics of the customer?

1.  Appearance
2. Speech

3. Attitude
4, Gestures

To properly identify what a
customer is trying to convey, you
shoul d use which of the follow ng
nmet hods?

1. Ask themto put their problem
in witing

2. Ask them to explain the problem
to soneone el se

3. Ask themto cone back at a
|ater date

4,  Ask them questions in a
tactful, skillful manner



1-39.

1- 40.

1-41.

1-42.

1-43.

A custoner cane to you for advice
but left disappointed. Which of
the follow ng circunstances would
NOT have caused this situation?

1. The custoner felt rushed

2. You used unfanmiliar terns

3. The custoner explained the
problem in great detail

4, Other problens were bothering
t he custoner

Wi ch of the follow ng personal
characteristics interfere wth
ef fective conmunication?

Cultural differences
Physi cal probl ens
Speech habits

Each of the above

BN

Wi ch of the followi ng speech
habits woul d increase
under st andi ng?

Profanity

Exaggerated accent
Speaking very slowy
Slurred pronunciation

W e

What is the purpose of nanning the
contact point?

1. To provide a friendly
at nosphere

2. To provide a service

3. To provide an atnosphere to put
the custoner at ease

4. To provide a dynamc
envi ronnent for training

Di sagreeing with a custoner about
official Navy policy could result
in which of the follow ng custoner
reacti ons?

Anger

Resentnment and frustration
Loss of respect

Rel i ef

B~ w e

1- 44,

1-45.

1- 46.

1-47.

Routines or procedures provide
which of the follow ng benefits?

1. They help identify problens

2. They increase customner
sati sfaction

3. They enable us to do jobs
faster

4. They inprove the customer’s
sel f —est eem

Which of the followi ng factors
causes apathy on the job?

1. The job has a defined purpose

2. The job is demandi ng

3. The job leads to challenging
responsibility

4, The job lacks opportunity for
advancenent

Wi ch of the follow ng nethods
should be used to speed up service
and reduce the custonmer’s waiting
time?

Limted services

Witten custoner requests
Appoi ntment s

WAl k—i ns

el

The contact point is governed by
vol unes of regulations, nmanuals,
and directives. Si nce you cannot
nenori ze their contents, you should
concentrate on |earning what

i nformation?

1. The proper references in which
to find answers

2. The answers to all routine
questi ons

3. The contents of your nost
i mportant reference

4,  The contents of all inportant
reference materia



1-48.

1-49.

1-50.

1-51.

Benefits are to be afforded
impartially to all eligible
nenbers, but when may they be
omtted by a command?

1. When the ship size does not
all ow for service

2. Wen the station location is
such that it does not permt
for the service

3. \When the contact point is not
staffed for the service

4, Al of the above

Wi ch of the follow ng
circunstances is a reason to inpose
tenporary linmtations on the
operations of a contact point?

Loss of personne

Oversensitive personne

Equi prent in good working order
Unusual Iy |ight workload

N e

The contact point representative's
reaction to a custoner arriving at
the contact point can have either a
positive or an adverse effect.

Wi ch of the follow ng reactions
woul d have an adverse effect on the
custoner?

Bei ng ignored

Being asked to wait in line
Bei ng asked to come back |ater
Being asked to fill out fornmns

Custoners deserve the courtesy of
an answer to which of the follow ng
types of questions?

Poorly constructed
Conpl ex

Ri di cul ous

Each of the above

e

1-52.

1-53.

1-54.

1- 55.

A contact point representative who
nmust answer the phone while
providing service should handle the
situation in which of the follow ng
ways?

1. Keep one of the custoners
wai ting

2. Ask the custoner who has phoned
if you may call him or her back

3. Try to help both custoners at
the sane tine

4. Ask another customer for help

The guiding principle when using
the tel ephone should be to renenber
you are talking to a

1. tel ephone

2. person

3. stranger

4. person who is not busy

When helping a customer on the
t el ephone who has difficulty with
the English |anguage or who has a
speech defect, what action should
you take?

1. dve the custonmer the same
consi deration as you woul d when
talking face to face with that

per son
2. Ask for the custoner’s
supervi sor

3. Tell that person to get soneone
else to talk for him or her
4,  Ask the person to conme to the

contact point

Seanman Door works for Captain
Pistol in the Adm nistrative

of fice. Wi ch of the follow ng
responses should Seanman Door use
when answering the phone?

1. “Hello, Seaman Door speaking.”

2. “Adnmin office; may | help you?”
3. “Seaman Door here; may | help
you?”

4, “Captain Pistol’s office,
Seanman Door speaking.”



1- 56.

1-57.

1- 58.

1-59.

Whi ch of the follow ng types of
records is required by official
directives?

1. Leave chits

2. The service center |og

3. Applications for Navy
correspondence courses

4, Handwritten notations regarding
custoner transactions

A contact point team can be
conpared to a football teamin
regard to achieving a goal--or
winning. What is the primry
el ement needed to achieve that
goal ?

1. Hard work

2. Teamnor k

3. Individual perfornmance
4,  Good supervision

Which of the following elenments is
an inportant aspect of teamwrk?

Increasing responsibilities
Presenting a good appearance
Provi di ng encouragenent
Controlling enthusiasm

B~ ow e

Wien a team nenber is both
proficient and experienced in a
specific area of his or her rating,
he or she can help the other team
menbers by denopnstrating what
behavi or ?

Showi ng them how a job is done
Showi ng them what to study
Provi di ng advice and assistance
Keeping the information to

hi msel f or herself

Eal N

1-60.

1-61.

1-62.

1-63.

Each menber of a team not only

i nfluences the nood of the team but
also the teamis work habits. Wor k
habits, in turn, affect which of
the following responsibilities of
the contact point?

Provi ding custoner service
Controlling personal reactions
Presenting a good appearance
Making a good first inpression

el .

Usually a team nenber perforns only
one job at the contact point, but
he or she may also be expected to
perform which of the follow ng

j obs?

1. Only the jobs he or she knows

2. Only the job he or she went to
school for

3. Only the job he or she feels is
nost i nport ant

4, Al jobs at the contact point

To recogni ze the value of your job
at the contact point, you need to

know which of the follow ng types

of job information?

1. Its val ue

2. Its overall mssion

3. Its overall responsibilities
4, Both 2 and 3 above

To contribute effectively to

t eamnor k, personnel working at the
contact points must have what |evel
of know edge about their rating?

Expert
Satisfactory

M ni mum

Less than m ni mum

hwd e



1-64.

1-65.

1- 66.

The team nenber who has acquired
the ability to handle nore
difficult jobs and indicates a
willingness to assume nore

responsibility should be considered

for what position?

1. Senior chief petty officer

2. Position of greater
responsibility

3. Training supervisor

4. Position of a higher paygrade

When the Navy provides space to be
used as a contact point, who is
responsi ble for making the space
functional ?

1. The nenbers of a designated
t eam

2. The arrangenent crew

3. The nenbers of the contact
poi nt

4.  The planning and |ayout team

When pl anni ng the physical
arrangenent of the contact point,
you shoul d provide which of the
followi ng types of accompdations
for custoners?

1. A designated contact point
representative who can greet
and direct custoners

2.  Magazines and books with which
wai ting customers can entertain
t hensel ves

3. A traffic pattern that allows
custonmers to socialize wth
each ot her

4. A lounge area in which waiting
custonmers can find snack
nmachi nes

1-67.

1-68.

1- 69.

1-70.

1-71.

Wi ch of the follow ng personnel is
responsi ble for creating a positive
at nosphere for a contact tean?

The team menbers
The customers
The supervi sor
The contact point
representative

AN S

Performance standards set by each
t eam nmenber nust be acceptable by
which of the following personnel?

Each team nenber

The officer in charge

The chi ef

The contact point supervisor

Rl ol e

Encouragi ng team nenbers to accept
responsibility for jobs they are
overqualified to performresults in
whi ch of the follow ng

achi evenent s?

Ensures the job gets conpleted
Shows i nportance

| nproves teamork

Makes the job challenging

B wro e

Supervisors who instruct their
people to | ook busy denonstrate
which of the following traits?

Lack of initiative
Poor pl anni ng

Poor supervi sion
Each of the above

As a supervisor you should set
goals for team nenbers at what
l evel ?

1. Above the level the person is
currently achieving

2. Below the level the person is
currently achieving

3. High enough so that the person
can achi eve the goal

4,  Low enough so that the person
can achi eve the goal



1-72.

1-73.

You should check conpleted work to

detect errors so that you can
achi eve which of the follow ng
pur poses?

1. Reintroduce policies and
procedures to help nenbers
avoid future nistakes

2. Assign soneone to work with the

person who made the error
3. Review task assignnments
4, Take disciplinary action

Which of the following actions is a
reflection of poor supervision when

you are trying to neet training
needs?

1.  Shouting

2. Criticizing

3. Bragging

4. Making excuses

*U.S. G.P.0.:1993-733-075:80075

1-74.

1-75.

Whi ch of the followi ng factors
determ nes the team nenber’s
trai ning needs?

Knowl edge | evel

Paygr ade

Prior training and experience
Time in service

B~ w N

Which of the following goals is
achieved in a training session?

1. Devel oping trainees’ awareness
of the supervisor’s know edge
| evel

2. Providing trainees with
shortcuts to do their job
faster

3. Discouraging trainees to
exchange ideas and know edge

4. Providing trainees with needed
i nstructions
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(Refer to instructions in front of course)
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NAVY CUSTOMER SERVICE MANUAL 82972
NONRESIDENT TRAINING COURSE (NRTC) NAVEDTRA NUMBER
NAME, RANK, RATE, CIVILIAN : SSN

IF YOUR COURSE WAS ADMINISTERED BY NETPMSA, YOU MUST SUBMIT THIS FORM TO
THE ADDRESS BELOW. IF YOUR COURSE WAS ADMINISTERED BY AN ACTIVE DUTY
COMMAND OR NAVAL RESERVE CENTER, DO NOT SUBMIT THIS FORM TO NETPMSA.

l I COURSE COMPLETION (Date )
[

YOU SHOULD RETAIN THE TRAINING MANUAL AND THE ASSIGNMENT BOOKLET IF
THEY ARE NOT CLASSIFIED. If CLASSIFIED, submit the material to your
command for proper disposition of CLASSIFIED material. A letter of
satisfactory completion will be issued to you after your last assignment
is received and processed. This form should be included when you send in
the last assignment. If the training manual and NRTC courses are
designated with distribution statements 8, C, O, E, F, or X, and you
decide to dispose of the material, you must destroy the material to
prevent disclosure of contents or reconstruction of the document.

DISENROLLMENT (Date )
(0id not complete the course)

In the event of disenrollment, submit this form to the address below
with any unused ADP answer sheets. You need not return any other course
material. If the course material is CLASSIFIED, you must submit the
material to your command for proper disposition of CLASSIFIED material.
If the training manual and NRTC courses are designated with distribution
statements B, C, D, €, F, or X, and you decide to dispose of the
material, you must destroy the material to prevent disclosure of contents
or reconstruction of the document.
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Under authority of Title §, USC 301, information regarding your military status is requested to assist fin
processing your comments and prepare a reply. This information will not be divulged, without written
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STUDENT COMMENT SHEET

THIS FORM MAY BE USED TO SUGGEST IMPROVEMENTS, REPORT COURSE
ERRORS, OR TO REQUEST HELP IF YOU HAVE DIFFICULTY COMPLETING
THE COURSE.

Date
FROM: SSN
NAME (Last, firet, M.I.)
RANK, RATE, CIVILIAN
STREET ADDRESS, APT #
ZIP CODE

CITY, STATE
To: COMMANDING OFFICER
NETPMSA CODE 0318
6490 SAUFLEY FIELD Rd
PENSACOLA FL 32509-5237
Subj: NAVY CUSTOMER SERVICE MANUAL, NAVEDTRA 82972

1. The following comments are hereby submitted:

PRIVACY ACT STATEMENT

Under authority of Title §, USC 301, information regarding your military status is requested to ast
processing your comments and prepare a reply.  This (Information will nmet be divulged, witheut

autherization, to anyone other than those within D00 for official use in determining performance.

NETPMSA 1550/41 (Rev. 2-93) 13
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